
Sent from my iPhone

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or 
open attachments unless you are sure the content is safe.

Dear Sir or Madam..
We just found out from Batesville ruritans club that there will be a meeting regarding CenturyLink service 
disruptions taking place on January 12. We would very much like to participate and contribute our experience to this 
meeting. We live in a small development, just passed Miller school, off of Miller school Road. CenturyLink is out- 
only Internet provider.
We have previously complained about their outrageous lack of accountability and responsibility. Our internet line 
was unceremoniously and incompetently disconnected in July 2021 In order to connect somebody else. It took 
them over two weeks to reconnect the line, cable running along the road, on top of the grass. A few months ago, 
10/2021. a state lawnmower/road maintenance tractor went through and shredded the line, we again lost the Internet 
for about 10 days. CenturyLink promised to bury the line, but that still hasn’t happened. The line is still on the 
surface of the grass, it’s just a matter of time before something else happens to it.
If we have another choice, another Internet provider to go with, we would’ve done it already. CenturyLink is 
irresponsible, unreliable and incompetent.
Thank you for your time.
Sincerely,
Nelly and Dave Maybee
1468 Stillhouse Ridge Ln.,
Charlottesville, VA 22903

Nellv"s Yahoo

Board of Supervisors members: Dave Mavbee

CenturyLink
Monday, January 10, 2022 5:51:05 PM

From:
To:
Subject:
Date:
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Hello:

We pay over $1250 per month for this service!

PLEASE HELP US!

Thank you!

We just paid $800 (!) for 4 new modems because Centurylink equipment stops working and 
their internet customer service people insist its because the modems we had were bad.

Where we are in North Garden, we have no cell service out here and without DSL Wifi we 

can’t use cell phones or do anything else that requires online access.
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Several years ago Centurylink installed FIBER all down Plank Road, yet we have no way to 
access it!

PLEASE address the many and constant issues with Centurylink phone and internet 
services down here in North Garden!

ALL of these accounts RARELY work for a month without repeated calls for technicians. If 

they fix one line, they do it by making another line no longer work !

We have been asking Centurylink for a DECADE to give us more speed and reliability to no 
avail!

CAUTION: This message originated outside the County of Albemarle email system. DO" 

NOT CLICK on links or open attachments unless you are sure the content is safe. ■

At Edgemont Farm (3392 Edgemont Farm, North Garden, VA 22959) we have THREE 
personal accounts, and ONE Business account, with MULTIPLE LINES that we each pay full 
service landline & DSL for.

Edgemont Farm has been on the market for $19 million as one of the most exclusive 

properties in Albemarle County, but the biggest detraction is the inability for an owner to get 
decent internet and cell service here! It is the first issue raised when people come to see the 
house!

One account line (434-971-1125) has had ZERO DSL functioning on it for over 3-1/2 
years - even though we pay for it, and for the modem!

EF Office
Board of Supervisors members

Centurylink/Lumen - BOS Meeting Jan 12, 2022
Wednesday, January 12, 2022 10:53:26 AM

From:
To:
Subject:
Date:

Inexplicably, some lines get 8-10MB of speed, while others only 5-8MB - even though its all 

at the same property! We are paying for 20MB and we would pay a lot more if we could get 

more speed that works!!!

'S



Debra Kara for Arlette de Barros 
Edgemont Farm LLC
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Hello:

The neighbors North on Route 6 to Schuyler also HAVE NOTHING!

We have kids in school and college who cannot access anything reliably to work online.

The inside of these pedestals are ROTTEN and RUSTED, filled with water and most of the 
wires are completely inoperable!

PLEASE PLEASE PLEASE address the many and constant issues with Centurylink 
phone and internet services down here in the Esmont & Schulyer areas!

We just had over 8 service calls Thanksgiving-Xmas before someone finally made the Main 
house work again (and still barely any speed!)

CAUTION: This message originated outside the County of Albemarle email system. DO 
NOT CLICK on links or open attachments unless you are sure the content is safe.

We are paying the same or MORE than what others are paying in Cville who are getting GB 
of speed!

Some of the techs have physically shown me the actual insides of the pedestals on the street 

that is Esmont Road (through the little town of Esmont) - this is supposed to feed from the 
Route 6 switching station.

We are BEYOND frustrated but have no other alternative as we have no cell service out here 
and without DSL Wifi we can’t use cell phones or do anything else that requires online access.

At Esmont Farm (7060 Esmont Farm, Esmont, VA. 22937) we have FOUR accounts, that we 
each pay full service landline & DSL for.

ALL of these accounts RARELY work for a month without repeated calls for technicians who 
then NEVER come and we have to reschedule over and over.

We have neighbors on Route 6 less than a mile from us who are at least getting the 20MB they 
are paying the same $ we are!

Our main house account we are paying for TWO DSL services because even though each is 

costing and supposed to provide 20MB of speed neither produces more than 1-2MB IF THEY 
WORK!....

EsmontFarm Ofc
Board of Supervisors members

CenturyLink/Lumen BOS Meeting Jan 12, 2022
Thursday, January 20, 2022 12:47:16 PM

One account has had ZERO DSL functioning on it for over 3-1/2 years - even though we 

pay for it, and for the modem!

From:
To:
Subject:
Date:



Thank you!

Ian Connor 
Esmont Farm LLC

We cannot even participate in today’s Zoom meeting (nor can most of our neighbors!) 

because we don’t have speed or service to do so!!!!

(5g

©



David

CenturyLink/Lumen Customers - Upcoming Board Work Session on Service Issues 
Thursday, January 20, 2022 12:21:38 PM

Thank you,

Dave Sexton

I am writing concerning the upcoming work session with CenturyLink/Lumen representatives. I 

live on Rt. 53 near its intersection with Buck Island Road. I have CenturyLink. My service is dsl, 

so it has never been great. (Fiber optic is not an option for me from CenturyLink.) However, 

since the recent snow storm, CenturyLink has throttled my service to an unacceptable level. 

Since my service came back on after the storm, I have been averaging 0.5 -1.5 mbps of 

download speed. My upload speed barely registers. This is unacceptable and far less than I am 

paying for. Before the storm, I had been getting 15 mbps of download, which is not great, but 

certainly serviceable. I was going to give them a little time, hoping that it would improve. 

However, it has not improved.

From:
To:
Subject:
Date:

CAUTION: This message originated outside the County of Albemarle email system. DO 
NOT CLICK on links or open attachments unless you are sure the content is safe. 

Board of Supervisors,
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Dear Albemarle County Board of Supervisors,

We need to have both Albemarle County and CenturyLink/Lumen find a way to solve this serious problem.

Suggestions:

Once again, we ask that some solution to this problem be found soon.

Sincerely,

Thank you for considering our request—which is likely to be similar to many you receive re: the 
CenturyLink/Lumen meeting scheduled for Wednesday, January 12,2022.

CAUTION: This message originated outside the County of Albemarle email system. DO 
NOT CLICK on links or open attachments unless you are sure the content is safe.

Since installation of DSL/lntemet, the result of our community investment in fiber optic lines provided by 
CenturyLink, the residents of Sugar Hollow (including us) experience a complete lack of phone service, 
along with a complete lack of internet service, within about 10 minutes of a Dominion Power outage. In 
addition, our remote rural location does not permit us to use cell phones. Even though many of us utilize 
generators to restore electrical power, we still cannot use our landline phones, the internet, or cell phones if 
we needed to summon emergency assistance such as fire, police, or ambulance.

Prior to CenturyLink installation of DSL/intemet, our land lines still functioned throughout a power outage. 
Now we have no way to communicate outward to the greater community. Every power outage leaves us 
isolated and vulnerable.

From:
To:
Subject:
Date:

1. A creative CenturyLink service person reestablished a separate copper wire landline connection for 
one neighbor. Would this be possible for each member of the community? For example, near the 
third bridge there are two different switches—one (large) located at the GS Camp (the DSL fiber 
optic connection) and one (small, older conventional) located Northeast of the third bridge. We’ve 
wondered if some preexisting landline still can be hooked up to the smaller conventional switch. 

Also, we recall that we once had a separate FAX landline and wonder what happened to that 
connection when DSL was installed.

2. Could CenturyLink/Lumen supply Sugar Hollow community members with a dish that connected to 
a satellite service, to be used only in the event of a power outage?

Donna and Jim Bennett
6430 Sugar Hollow Road
Crozet, VA 22932

Donna Bennett
Board of Supervisors members

CenturyLink/Lumen Customers--Work Session on Service Issues
Tuesday, January 11, 2022 5:59:28 PM
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BOS,

First question:

Why has it taken the BOS so long to bring up Embark/CenturyLink service issues?

Second question:

I have lived in Albemarle County' for more than a decade.
This is the first time, 1 have ever heard the BOS bring up Embark/CenturyLink service issues in the agenda.

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or 
open attachments unless you are sure the content is safe.

Mark Gorlinsky
576 Frays Ridge Rd

t>3

In my area on Advance Mills Rd, every power outage or glitch causes telephone and internet services to go out. 
I will say, that when Embark owned the lines, they would at least bring a generator and power their equipment. 
Not so with CenturyLink.
This last snow storm outage we had no telephone service or internet for a week. We also lost AT&T cell service. 
We had no way of contacting anyone for emergency services.
This wasn’t just us, it was for at least a thousand homes in our area according to Dominion Energy’s outage map.

When is the BOS going to mandate that utility providers that are needed to make contact with emergency services 
actually do their jobs and provide 24/7 public service?
This is the 21 st century, the technology is there! It’s time that it be uses.

Mark Gorlinsky
Poartl of Supervisors members
CenturyUnk/Lumen Service Issues
Wednesday, January 12, 2022 8:02:55 AM

From:
To:
Subject:
Date:



Samuel Walker

When we lose power, we IMMEDIATELY lose telephone and internet service. 
During those times when we are most likely to need emergency services, 
we are unable to reliably contact them

After being apparently unable to accurately convey my issue to 
call-center personnel, and being lied to at least TWICE during this last 
outage (see below), we would absolutely switch to another provider if 
we had ANY viable alternative.

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or 
open attachments unless you are sure the content is safe.

1 would like to have been able to speak at Wednesday's meeting, but all 
slots were filled by the time I saw the email.

In my opinion the most persistent problem is the impossibility of 
contacting anyone local without (apparently) visiting the office in 
person - something that is certainly not advisable with my immune 
issues. Contact with local personnel with knowledge of the area and 
local resources is essential for as vital a utility as the land-line 
phone, particularly in areas with weak cell service. I sincerely hope 
that no-one has died because of inability to contact emergency services.

This last outage I was told at one point that someone was at the 
substation to attach a generator. That was a lie. The next day I was 
told that the problem was at another location that supplied our 
substation. That was also a lie. Shortly after that conversation we got 
power back and the phones worked within seconds. About 20 minutes later 
we lost power again, and the phones quit also. When power returned 
later, again the phones came back. This is not an issue upstream from 
us. This is local.

I have tried off and on for over a year to get the backup battery at 
our local substation (corner of Dudley Mtn Rd and Old Lynchburg 
Rd) replaced. Trying to explain the issue to the people at the call 
center only gets a service call to my house.

The next day I persisted and finally spoke to a supervisor-level 
person. I have been TOLD that someone will be there this Friday (14th) 
between Sam and 5pm to check and repair the substation. All I can do is 
hope that was not another lie. Unfortunately, I won't be absolutely 
sure until the next time we lose power.

From:
To:
Subject:
Date:

Samuel Walker
Board of Supervisors members: Jim Andrews
Centurylink/Lumen issues comments
Thursday, January 20, 2022 12:24:16 PM
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Good morning,

Thank you.

My intent is not to contact CenturyLink about individual customer outages, but I would love a way to 

contact the company to become informed if outages are widespread and be able to inform the 

community the nature of the problem and how long it might take to fix... much like we're able to do 

with the electric utilities. Perhaps the number exists locally, and I just have not found it?

CAUTION: This message originated outside the County of Albemarle email system. DO 

NOT CLICK on links or open attachments unless you are sure the content is safe.

I've been working at the Charlottesville Radio Group for 5 years and have intermittently received 

calls from listeners who, upon not receiving response from CenturyLink, ask us if we know of 

CenturyLink outages. We are lacking a media number much like the electric utilities have who can 

inform us of local services.

This email message, including attachments, may contain confidential and/or privileged 
material. Any unauthorized use, disclosure or distribution is prohibited. If you have received 

this in error, please delete it. Saga Communications, Inc. and all its subsidiaries and stations 
that it owns or operates prohibit all forms of discrimination in advertising contracts. We do 
not, and shall not, discriminate on the basis of race, ethnicity, or gender regarding advertising 
practices. All advertising agencies warrant, where applicable, that all radio commercials 
provided to our stations are properly licensed to be broadcast on radio stations and the 
associated internet streams.

Jav Hart

Board of Supervisors members
CenturyLlnk/Lumen Issues feedback
Monday, January 10, 2022 10:10:55 AM

Sincerely,

Jay Hart, News Director

WINA/Charlottesville Radio Group

1140 Rose Hill Drive

Charlottesville, VA 22903

p) 434-977-6397

From:
To:
Subject:
Date:
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- John Dennis

From:
To:
Subject:
Date:
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CAUTION: This message originated outside the County of Albemarle email system. DO 

NOT CLICK on links or open attachments unless you are sure the content is safe.

For January 12th meeting. My name is John Dennis, I live at 425 Mallard Lake Dr, 
Earlysville, VA 22936 along with my wife and 2 college aged sons. Our Centurylink DSL and 
Telephone have been out since 12/31/21. When I have tried to call to get it repaired I get a 
message that says there is an area outage and 1 am then disconnected. Also I am 
similarly disconnected when 1 use their chat system. All I am told is that most outages are 
repaired in 12-24 hours. My next door neighbor (435 Mallard Lake Drive) who also has 
CenturyLink DSL does not have any issues. I can't get them to send a technician and they 
don't appear to be working on a resolution. Thank you.

John Dennis
Board of Supervisors members 

CenturyLink/Lumen service feedback
Monday, January 10, 2022 1:27:33 PM



Cc:

Regards,

On behalf of Otto & Jill Stolz

From:
To:

Subject:
Date: 
Attachments:

CAUTION: This message originated outside the County of Albemarle email system. DO 
NOT CLICK on links or open attachments unless you are sure the content is safe. 

Please see attached letter regarding our comments that we would like to share with the Board 

of Supervisors.
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Whit Stolz

Board of Supervisors members

Jakki Fitzgerald
CenturyUnk/Lumen
Monday, January 10, 2022 4:55:03 PM

2022 01 10 letter to Albemerle County Board of Supervisors re poor CenturvLInk service.pdf
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CAUTION: This message originated outside the County of Albemarle email system. DQ 
NOT CLICK on links or open attachments unless you are sure the content is safe.

From:
To: 
Subject:
Date:

1 was recently without phone/internet for 5 days with no help from CenturyLink as to when to 
expect service resume. 1 have used this company since 1979 [because of lack of an alternative] 
and I can tell you they have the worst customer service of any company I have dealt with in 
these 43 years. While it was welcome news that the county is going to be expanding 
broadband service my enthusiasm was short lived when I saw you were going to be working 

with the same old company, albeit under a new name. Can’t you just dissociate the county 
from a bad company that has only been able to remain in business because there is no realistic 

alternative.

Board of Supervisors members

Century Link/Lumen
Monday, January 10, 2022 12:00:54 PM



Hello!

- INTERNET IS CONSTANTLY DISCONNECTING 

- They charge +average prices for less than average internet speeds 

-NEVER see more than 1/2 of advertised internet speeds 

- They advertise much higher download and upload speeds than are actually available in the area 

- from what I understand, they’re piggybacking off outdated infrastructure 

- they outsource line/infrastructure work instead of doing it themselves, which prolongs fixes

The power company had our lights on in 2 days and it’s been almost 9 days since I’ve had internet or phone signal.

For people who live in rural areas(WITHOUT CELL PHONE SIGNAL) these resources are more important to life 
than people realize. A woman has fallen and broken her hip but she can’t make a phone call because this money 
sucking POS company doesn’t care about a community they’re supposed to be serving.

1 am a resident of the Whitehall area and I just wanted to quickly voice my frustrations with century link as a 
company - short, sweet, and to the point.

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or 
open attachments unless you are sure the content is safe.

From:
To:
Subject:
Date:

Austin
Board of Supervisors members
Centurylink
Thursday, January 20, 2022 12:24:07 PM



Sent from my iPad

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or 
open attachments unless you are sure the content is safe.

Deborah Little
Board of Supervisors members
Centurylink Complaint for the Jan 12 meeting
Tuesday, January 11, 2022 9:34:31 AM

From:
To:
Subject:
Date:

Hello, Albemarle Board of Supervisors,
1 certainly don’t know all the issues connected to Centurylink’s increasing deficiencies, but it is difficult being a 

customer of a monopoly where one has no recourse. One quick example which predates my neighbor, Mary Cail’s 
example of bad service: a tree limb fell and damaged our common telephone pedestal on our property line. It was 
in an area that we didn’t frequent, so it probably was a long time that phone line wires were exposed to the elements 
. I finally decided that, while we had service, it wasn’t safe so I located the pedestal number and found an 
appropriate phone number on CL’s website and actually spoke to a local person who tried to locate this pedestal on a 
map and set up a repair appointment—nobody ever came or called. 1 then wrote a detailed letter explaining the 
situation, but of course there is no readily available email address so 1 printed and mailed my letter for service to the 
company headquarters in Florida. Of course, there was no response. After several months, another neighbor took a 
picture and put it on her Facebook account. Bad press seems to motivate CL and finally a repair person arrived. 
After the repair, 1 had no phone service and had to start the process all over again which then segues into my 
neighbor’s continuing saga of no service.

It is so very frustrating to talk to a representative overseas who can only make an appointment for repair and it 
frequently takes from 3 days to a week. But, what is even more frustrating is that even after a repair, you don’t 
know what to do if it still doesn’t work. In the old days, a repair person would give you a call to confirm that 
service was restored. I doubt that CL is accepting business advice, but at the very least, a repair person should leave 
a card with a local telephone number so they can be reached immediately if the service call hasn’t solved the 
problem—which often means going to a neighbor’s house to use their phone to call again! Of course, I have worked 
with very competent repair persons over the years and 1 understand that they also share frustrations with the 
company they work for. Maybe CL/Lumens could hire more local folks so we have local sources to call for help. 1 
realize CL is a company covering a large southeastern region and I’m glad that questions are being asked to assess 
the situation. We pay a lot of money for services that are not being routinely provided.

Another unsatisfied customer, Deborah Little



CAUTION: This message originated outside the County of Albemarle email system. DO 

NOT CLICK on links or open attachments unless you are sure the content is safe.

I was signed up to speak. My apologies for not making it.
I have a list of complaints that could go on about Centurylink for an hour but I will try and be 
brief. It took 10 visits to my house to get fiber internet installed and working. That doesn’t 
count the 3 days they said they would come and didn’t show up. 13 days 1 missed from work 
because they can’t be held accountable to any vague amount of time, “sometime between Sam 

& 5pm.” That doesn’t include the hours I spent on the phone scheduling these appointments 
and explaining why they needed to come back out, “ internets working but you cut my phone 
line.” (Said phone line is still laying above ground across my driveway 3 months later.) I live 

in the country, I have no working cellphone service at my house, if I need to call 911 it must 
be on a landline. “The guy that fixes that problem works on inside jobs, the outsides fine. The 

insides fine, your problems outside and that’s a different guy.” 13 days and probably 36 hours 
on hold or in a call with Centurylink. They tour up my driveway, up ended trees and it’s still 
not right. No one in their right mind would contract with Centurylink if they didn’t have a 
monopoly on the market. I’ve never been treated so poorly in my life.
Catherine Murphy
5591 Green Creek Rd
Schuyler, Va
434-242-3903

Catherine Murphy

Board of Supervisors members
Centurylink Concerns
Wednesday, January 12, 2022 1:45:17 PM

From:
To:
Subject:
Date:
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Dear BOS,

Please address the underserved community of North Garden.

John Dozier

My experience with Centurylink has been very poor. Jt is unreliable and underpowered. I can 

only get DSL 40/3 - most video conferencing apps need at least 5 to work, the low century 
link upload speeds prevent me from doing my job at home. We are a family of four and 

during the pandemic have been severely underserved. It is a known fact that Centurylinbk has 

zero motivation to invest in its high speed network. I am 2300 feet from fiber, but Century has 

no plans to connect me.

John Dozier
Board of Supervisors members
Centurylink Feedback
Monday, January 10, 2022 2:26:26 PM

©
From:
To:
Subject:
Date:

In addition, the current infrastructure is ancient and unreliable - and it is impaired by heavy 

rain.

CAUTION: This message originated outside the County of Albemarle email system. DO 
NOT CLICK on links or open attachments unless you are sure the content is safe.



Good Evening,

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or 
open attachments unless you are sure the content is safe.

All in all it has been a terrible experience dealing with Centurylink customer service/care and it does not seem like 
anyone at that company actually knows what is going on. We do not get adequate phone service at our residence 
either and rely on wifi to be able to use our cell phones and even watch TV. Centurylink has been nothing but a huge 
headache. I hope this message can be used to constructively fix the issues going on within the company.

Thanks,
Justin Bowers

I have spent hours on the phone and internet chats with Centurylink staff but I cannot seem to ever talk to anyone 
from a local office to see what the issue is. I am just transferred around from individual to individual on the internet. 
They finally scheduled another technician to come back to our residence but they cannot come until 1/27, apparently 
that was the soonest someone could come out. I’m not even sure if what this person online diagnosed as our issue is 
what is actually wrong but it got them to schedule someone to come back out and check on it.

I currently live in the Earlysville area and have not had internet for two weeks now due to Centurylink’s inability to 
fix anything. A technician came out a week after our internet went out and advised me that our “switch” was out of 
juice and Centurylink was out of generators to get it going again. He said he had put an order in and hoped our 
internet would be restored within a couple of days. However, another week has passed and it is still not fixed.
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Justin Bowers
Board of Supervisors members
Centurylink Issues
Wednesday, January 12, 2022 6:57:44 PM

From:
To:
Subject:
Date:



CAUTION: This message originated outside the County of Albemarle email system. DO 
NOT CLICK on links or open attachments unless you are sure the content is safe.

Marianne Sullivan
Joseph Rhames

We wrote a complaint to the Better Business Bureau and it wasn’t until then that 
Centurylink acted like they were concerned to resolve the problem. In September of 
2020 I spoke to a Centurylink person, who was “ following up” on the BBB 
complaint, who told me nothing could be done until I “reported the problem and tell 
a field representative it was ‘unbalanced pairs’ when we reported it." So basically 
we were told no permanent solution would be offered by Centurylink, we had to file 
a repair ticket each time the phone line didn’t work.

We would like to make a comment about the phone and internet service issues with 
Centurylink. It has not been “several months” we’ve experienced issues, but years. 
Our phone line is 100% unreliable. We could not get good cell service where we 
live until just recently so depend on the land line. It constantly crackles and very 
frequently will cut the call completely. For years (decades) we complained about 
this, especially after rain storms when the ground was wet, the phone would simply 
just quit working. Calls for repair might help on the short term but were never 
completely resolved.

On social media I also saw that many other people around the county were having 
similar problems, especially our neighbors on Old Lynchburg Road, so we were far 
from the only people. So we gave up, quit calling unless the internet goes down, we 
are waiting for CVEC to run fiber optic and then we will cancel the land line 
permanently with Centurylink. World's Worst Company only made worse since 
sold to a “global management” company.

Whenever it rains, or if it doesn’t, the phone works sporadically. It will work for a 
few minutes and then cut off entirely after making a buzzing or loud noise. 
Sometimes you can talk for 5 min. sometimes 10 min. but we have to warn people 
we might get cut off. If we call back, it cuts off again. We often do not have cell 
service here and are dependent on a land line, this has gone on for YEARS. 
Technical support comes out and then eventually the problem returns. Six to seven 
households are on our private, one mile, drive and we all have the same issues.

Marianne Sullivan
Board of Supervisors members

Centurylink Issues
Tuesday, January 11, 2022 4:30:57 PM

From:
To:
Subject:
Date:
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You wanted comments, so here goes.

These are the problems we have had in the last 4-5 months. Sometime now there is 
still noise on the line.

CAUTION: This message originated outside the County of Albemarle email system. DO 
NOT CLICK on links or open attachments unless you are sure the content is safe.

Continued to have problems. On November 9, 2021 a repair person came and 
replaced
some old wiring the ned. He also stated that he was going to request to have another 
underground line put in. The new underground line was put in on December 2, 2021. 
However,
they attached a box to a pole that is to be removed because Dominion put up a new 
plow beside the old pole. Centurylink needs to take their lines off the pole before 
the old one can be removed.

Lois H. Nottingham
1977 Proffit Rd 
Charlottesville, va 22911 
Home Phone 434-975-3249

LOIS NOTTINGHAM

Board of Supervisors members
Centurylink Service
Tuesday, January 11, 2022 2:55:20 PM

From:
To:
Subject:
Date:

We were out again on October 4, 2021 through October 18, 2021. So much noise on 
the
phone that you could not talk to anyone. It seemed like every time it rained the noise 
was
worse.

We were without service beginning August 18, 2021. Called repair and set up a date 
of
August 30, 2021. Closer to the date of August 30, 2021, received notice that the 
repair would not
take place until September 9, 2021. On this date they came with a bucket truck and 
did
something on the pole and I was told that they didn't know how long the repair would 
last.

©



Charles Trader

Sent from my iPhone

CAUTION: This message originated outside the County of Albemarle email system. DO NOT CLICK on links or 
open attachments unless you are sure the content is safe.

1 have been a customer of century link for years. Recently (6-7) months 1 have had an issue and it has never been 
resolved. If I am on the internet and my house phone rings. I get kicked off the internet momentarily. Technicians 
have been out and say it is above them. I am currently on day 10 with no phone or internet at my house and 
centurylink said the soonest they can get to me is the I Sth of January, one week from now. We do not get great cell 
service , so we have to venture out to check emails and other things. They have truly gone downhill. I am not happy 
at the current moment!

DhaDv7@aniail.com

Board of Supervisors members

Centurylink
Tuesday, January 11, 2022 1:11:36 PM
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CAUTION: This message originated outside the County of Albemarle email system. DO 
NOT CLICK on links or open attachments unless you are sure the content is safe.

lDhaskins@aol.com
Board of Supervisors members
Centurylink service
Monday, January 10, 2022 10:30:04 AM

Our CenturyLink service is severely lacking. At our address 2075 Field Creek Lane 22903 we 
never know if it will give us internet service or not. Thank you
Mark and Leslie Haskins.

Sent from the all new AOL app for iOS

From:
To: 
Subject:
Date:
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To:
Subject:
Date:
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On Thursday, Jan 13, we were told it was resolved and, of course it wasn't. I emailed the BOS 
during this time and one of the recommendations I was given by Michael Culp was if I 
upgraded my service, a tech would be issued to install it and possibly my issue will be 
resolved. ?!? Even the people WITH upgraded service in my neighborhood were out!! I, once 
again, ran the troubleshooting tool on the app and was told there was a problem that couldn't 
be resolved automatically (new message) and I needed to "chat" to set up a technician visit. 

So I did. It was set up for Saturday, the 15th. The tech would be here between Sam and 5pm 

- effectively cancelling my day of work to sit and wait for them to arrive.

On Friday, Jan 14, two CL techs were at the main box for our subdivision working on ONE 
person's problem. They discovered then that the whole neighborhood was out. They first 
said they were from Lexington - they had no idea why they were called here knowing C'ville 
had 22 techs to service the area. They also said that Centurylink didn't know the whole 
neighborhood was out (how is that possible when everyone was in contact DAILY with them!!) 
They said they would do their best to get everyone up and running.

Everyone who has the updated service got their internet back. That's about Yz of the 
customers here. The rest of us were not restored.

I wrote the Board of Supervisors earlier in the week describing the issue of no internet service 
in the West Leigh subdivision.

In a nut shell, we lost phone and internet in the Jan 3 storm. Most of our phone service was 
restored Wed evening, Jan 5 but not the internet. Everyone affected was in contact with 
Centurylink using the tools that Centurylink recommends we use - their app. We were all told 
there was a known outage that was being worked on and it was expected to be resolved on X 
date at X time. Every day, those days came and went without resolution. We couldn't 
escalate our issue because it was a known issue.

Stacv Erickson
Board of Supervisors members

Centurylink
Monday, January 17, 2022 12:16:26 PM

My tech who was scheduled to be here Saturday never showed. I lost a day of work for 
nothing. I "chatted" with CL afterwards and was told the techs were busy and my tech would 
call me within 15 minutes to give me a status. He never called and never showed.

I am a small business owner and I am required to use the internet to file tax information both 
to the state and federal government. I use the internet to check pricing and order products 
for my clients. The internet is not a luxury, it's a requirement. My cell phone has ONE BAR of 
service out here even though the coverage map for US Cellular says I should have 4G. I've 
been absolutely crippled by this lack of service.

Now, let me put this outage and service in an easier-to-understand scenario. Imagine you 
have one toilet in your house. A recent storm took out your water supply and your toilet 
doesn't flush. Several days later, you get your water service back but your toilet still isn't 
flushing. You find out your whole neighborhood can't flush their toilets either. So you call me 
to resolve it. I'm the only contractor who works on those types of toilets. I tell you I'm aware 
there is a problem it will be fixed the next day at Sam. You wait. It's not fixed. So you call me 
again. I say it will be fixed the next day. It's not. And this continues, day after day. I ask you if 
you have tried flushing it. It won't flush. I ask have you turned the water on. It has water!

CAUTION: This message originated outside the County of Albemarle email system. DO 
NOT CLICK on links or open attachments unless you are sure the content is safe.



Stacy Erickson

Have you cleaned the toilet lately? That's not the issue! You beg me to come to your house to 
look at it. I offer you a new toilet for a lot more money....maybe a new toilet will fix your 
problem. You demand I look at it first. So I schedule a day to come out...several days 
away....and you have to be home so I can come in to take a look.

I never arrive to look at your toilet. I never call to say I will or won't be there.

You call me at the end of that day, wanting to know where I was. I ask you if you have tried 
flushing the toilet. I ask if you have cleaned it. I ask if you have turned the water on. I do not 
set up another time to come out.

I ask you - would you EVER do business with me again if I handled your crisis this way?!? You 
need that toilet! I It's the only toilet in the house and now you've been without it for over a 
week. Not only that, your neighbors can't use their toilets either and they're getting the same 
response from me.

This scenario illustrates exactly the challenges our neighborhood has faced trying to manage 

our internet outage with Centurylink. Their support has been absolutely atrocious 
and I strenuously recommend against the BOS using Centurylink as a 
provider for any broadband service.

S3



Dear BOS,

and took out five poles for a week.

connect my second line. They fixed that and then during the last storm more outages 
for the phone and internet. They need to clear the 

This Fall I spent 5 weeks with no telephone and some weeks without internet. I 
repeatedly called Centurylink 

lines! and get a new answering service company that can do more than read from a 
script. Over the years

find they are not coming. Then they offer to give me an appointment in a couple of 
weeks! I complained to 

was a tree on the line and as soon as the tree was removed they would fix the line. 
Quess what? The tree 

After my line was repaired, the phone went out again! They replaced a section of 
underground line, but failed to correctly 

the State Corporation Commission and the company said they were on it, but nothing 
seemed to happen.

Repeated calls to the State Corp and they to Centurylink. The techs that I found on 
the road said that there 

removal job was subcontracted, so Centurylink had to wait. The line down was a 200 
line connection. I 

The rights of way are not maintained, I have one section on my property that they 
haven't touch in twenty years.

Please drive south on U.S 29 south of 164 and look at the lines. A year ago a truck hit 
a low hanging line across U.S. 29 

and set up appointments for repair. They cancelled the appointments without telling 
me. I sit all day waiting to 

CAUTION: This message originated outside the County of Albemarle email system. DO 
NOT CLICK on links or open attachments unless you are sure the content is safe.

asked wasn't everyone complaining, They said that only a few of the lines were not 
working so no hurry.

Then they found that another tree was down and that getting to the line was not easy. 
Why?

From:
To:
Subject:
Date:
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David

Board of Supervisors members
Centurylink
Tuesday, January 11, 2022 2:00:58 PM
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taking back control ! Help. More stories won't fix their problem.

David van Roijen

2014 Monacan Trail Road

Charlottesville, VA. 22903

434 977-4299

Approval of cell towers by the County will not fix this- both systems need to work 
together. The State

Corporation Commission says that they have no real power to improve things without 
the legislature 

switching pairs of lines rather that finding the problem. That way the can is kicked 
down the road for another day.

replace bad switches without approval in an effort to slow down equipment orders. 
Repairs are made by 

I hear that the techs are not supposed to speak about problems. Some tell me that 
the company won't let them 

Twenty years of this and there are no more pairs of lines to use and the rights of way 
can't be accessed.
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